
Welcome
Presenter - Matt Illston - MD Mr Zen ltd,

Website, Integration, Res System 

and eCommerce Expert



Effective Tools for Customer Engagement
Having captured customer enquiries or bookings, now is the opportunity to 

effectively engage throughout the customer journey. The objective of end to end 

customer engagement is to ensure that every touchpoint between your business 

and the customer contributes to raising lifetime customer value. This might be by 

catalysing a customer to book, upselling or helping to ensure a customer becomes 

a repeat booker, In this session, we will cover a few examples and tools that can be 

used.



How has technology changed the Customer Journey
2001 - 2021

Key differences:

● Acquisition

● Browser Technology

● Multi-Device

● Software as a Service (SAAS)

● Integration



Stages
● Awareness

● Consideration

● Conversion

● Pre-Departure

● On Holiday

● Post Return



Awareness
Online Advertising

SEO

PPC

Influencers

Traditional Marketing

Effective Landing 

Pages

Data Capture

Remarketing

Analytics



Consideration

Database

Remarketing

Analytics

Newsletters / Targetted Online 

Advertising / Active Campaign

Google Ads / Facebook 

Remarketing

GA / GTM / Optimise / GCLID

Calls to action



Conversion
Booking Process

● Light weight

● Login Available

Enquiry opportunity

● Fall back enquiry process



Conversion

New tool “Canvas” - for creating 

stunning, personalised travel 

websites created for the customer. 



Pre Departure
Active Campaign

Personalised Ads 

My Account

Vamoos



On Holiday
In resort apps / personal websites

Vamoos 

Canvas

My Account



Post Return
Active Campaign

Review Sites - Feefo / Reevoo

CRM

Rewards

Members clubs



Integrate
Future of travel technology will 

be SAAS based.

“If this, then that” tools - Zapier



I hope this was useful
Take down my details and feel free to contact 

me any time with questions about anything 

I’ve discussed today!

Feel free to contact me by email 

matt.illston@mrzen.com

Connect with me on Linkedin if you aren’t 

already https://www.linkedin.com/in/mattillston/

mailto:matt.illston@mrzen.com
https://www.linkedin.com/in/mattillston/

